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Three Parts of a Web Strategy

Business
Strategy

Technology User Strategy
Strategy




Business Strategy
= Business objectives for the system
= Marketing/branding strategy

= Technology Strategy

= Systems and support to technically implement business
strategy

= User Strategy
= Who, what, when, where and how users interact with the

i system
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L{ User Strategy

= Who uses the system
= What goals users want to achieve on the system
= When and how frequently users come to the site

= Where users go on the system and where users use
the system




S SO . e I B N B e Iﬁa 3;_!"- -_ e £
e anoEm SR 0 EN . O O E mw:.
r— O o)

!

i, Usability Defined
:’ = 1SO Definition: The effectiveness, efficiency and
a9 satisfaction with which specified users can achieve
i specified goals within a system.
;




Usability & interaction design activities drive user
strategy

Common usability activities
= Analysis
= User & Task Analysis
= Design
= Conceptual and detail design
= Site structures, high level navigation
= Wireframes
= Evaluation
= Expert review
= Usability testing
= |teration
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R VANTAGE

User Strategy

= Understand the business goals
= Understand the technical strategy
= Understand the tool type:

= Client-server applications

= |nformation-based sites

= Game sites

= Shopping sites

v = Community sites
= Web applications
i = Understand the usability objectives for the tool
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L‘ Web Applications Need a Strong User Focus

= One-to-One — A unigue session for each user

= Data Transformation — Users have the ability to
manipulate, change and save data, permanently

= Task Based — Web applications facilitate task
completion. Users arrive with specific goals, tasks and
expectations in mind; the motivations for using a web
application are explicit and precise.

= Transparent — Web application design succeeds not
when it draws attention to itself but when it recedes into
the background; requiring the design to be fundamentally
natural to both the user and the medium.
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l;; Web Applications Need a Strong User Focus

(cont.)

= User Focused -- The design should play a subservient
role to the user’s work.

= Informative -- Web applications have to provide users
with various milestones informing them when tasks are
complete; they must provide feedback.
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Usability Objectives

= Learnability

= Efficiency

= Effectiveness

= Memorability

= Error Handling & Recovery
= Satisfaction

= Flexibility

= Tailorability
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i, Usability Objectives

= |Learnability — Users are able to learn the system within
an acceptable timeframe and gain knowledge about
deeper functionality over time

= Efficiency — The resources consumed to achieve those
goals are at an acceptable and accurate level

= Effectiveness — Users achieve the right goals they set
out to achieve In the system

= Memorability — Users can return from a break and still
know where they are in the system and how to use it

= Error Handling & Recovery — The system limits the
errors a user encounters and helps them recover from
them when they occur
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iy Usability Objectives (cont.)

= Engaging — Users feel positive about the system; the
system draws users into it

= Flexibility — Sites/groups have the ability to customize
the system (within established constraints) to
accommodate differences

= Tailorability — Users have the ability to customize the
user interface to accommodate their specific work
responsibilities and priorities

02 Evantage
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', What makes a system learnable?

= Ul elements that support learnability

= Leverage users’ existing knowledge of the web (linking,
bookmarking, navigation interaction)

= Standard interaction patterns

= Standard user interface conventions & standards
= Familiar terminology

= Familiar work flows

= Learnability is important for:

= Systems that support high turnover positions where people
need to get up to speed quickly (Call Centers, Teller
systems, Point of sale systems)

= Systems that include low-frequency/high criticality (Course
Management Systems) tasks

= Limited training resources (time and budget)




Learnability

= Evaluating learnability

Novice Users — Can the
novice transfer skills?

Early Users — Can the user
learn the system quickly?

Experienced Users — Can
users use the system
efficiently?
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Learnability

A Google - Microsoft Internet Explorer [BEE
: Fle Edit View Favorites Tooks Hep o

OEa:k - Q @ @ «_h /‘:\ Search *Favarmes @ ¢ :f ] - \_J ﬂ ‘3
 ddress | ] nttp: faw.google. com v B
: Google - | v| Bpsearchwed - g | RaseRank Dhoyaobiodked ] aucrll ) [ optons

Google

Web |mages Groups [ews Froogle Local more s
” Advanced Sesich

Preferences
[ Google Search JI I'm Feeling Lucky ] Lenousge Tools
Advertising P

grams - Business Solutions - About Google

IMake Google Your Homepage!

92005 Google - Searching 8,058,044,651 web pages

€] Done ® Internet

* i CONEIDENTIAL: ©2002 Evantage Cansulting
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Learnability

2 SurveyMonkey.com - Powerful tool for creating web surveys. Online survey software made easy! - Microsoft Internet Explorer

[ | File Edt View Favorits Tools Help
Market @Bad( - @ @ Lh pSEE!’d’\ \;n\?FauuntEs &) D?{- :\ﬁ [ - J a3

r e S e a r‘ I I Adcress ‘Q http: {fwww.surveymonkey. com/SurveySummary.asp2SID=1284910 v‘ Go

T ous ° A TR lo eck = i Autolink ~ ptions custom 08

Google - [custom shoe v (G| search QN g PaeRak B 1730 blocked | % chedk - X Autolink () Edoptons & [F custom [F] sh

We b — S Spvi O Privacy O Contact Us @ Logout
( | surveyMonkey.com
( )

)| because knowledge is everything

lication e i Ceer
a-p p Ica IO MySurveys | List Management | MyAccownt | | HelpCenter

Thursday, August 1

u C re ate y Design Survey |Show All Pages and Questions V|

To change the look of your survey, select a choice

execute & o

analyze
complex
surveys

with no

training or [ ————————

No portion of this site may be copied vithout the expre: n consent of SurveyMonkey.com.

= =

&] Done B Internet




S SO . e I B N B e (i B . &
‘ YT T TG X OB i

E.‘

What makes a system efficient?

= Ul elements that support efficiency

Enter once, use everywhere
Good defaults

Task flow matches workflow
Persistent navigation
Consistent design

Maximized system resources

What if users learned a few additional features?

= What'’s the best way to lead users to these new additional
features? (Daily Tips? Routine training?)

= Evaluating efficiency

What are the most frequent tasks?

Can users efficiently and accurately perform the most
frequent tasks?

Are there repeated errors where even experts remain
confused?



= Efficiency is influenced by:

System response time (both slow or fast)
Amount of information a user has to read, enter or re-enter

The number of menu items, dialog boxes, pages, etc. users
need to navigate

Easy step-by-step routes to perform the task

Degree of cognitive load: The amount of thinking that a user
has to focus on the system, versus on the their work goal

= Efficiency is important for:

Systems that support high volume transactions
Systems that support tight turnaround timeframes

Systems with complex, multi-step processes (even if it’'s a
perception of the need for speed)

Systems used to improve worker productivity
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Efficiency

THE NAITTONAL ACADEMIES = Applicant
Advisars fo The Noafion on Sciencs, Enginesring. and Madicine .
tracking
system with
| _ email to
Kirn: deep” link.
Thank wou for applying to WetFeet for the ASP Product Manager posit - May req_UIre
employmen and are interested in scheduling a phone interview with wo |Og|n prlor o
To schedule your personal phone interview time for this position pleas dlsplaylng

linked page.

http: Sfwifrdemo, wirecruiter.comISMCISIntro. aspfinw=3412B3R9-E522-

After clicking on the link above you will be directed on how to proceec
phone interview time. Please be sure to check wour email inbox for cor
et interview time within 24 hours after scheduling. It will also be impartar
phone number we have aon file for ywou i1s correct. If you have any gque:

G contacted directly by replying to this email. I look forward to ywour cor
o wour interest.

Sincerely,

Sary
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Efficiency

| T ran Sacti O n @bank Customer Service ~ Contact Us  Locations

Fivg Scar Servicy Gearanteos]

processing
system

Internet Banking
* Personal Louis Zupancic

YOUR PROFILE Monday, August 15, 2005

- One-to-one Your Accounts ==

Funds Transfer Payment from an External Account

I 1 h 1 CreditlLoan Payment
relationship can B
p ro m Ote Es:::l::::;;:nsadmn oeta To this Account

o Credit Card 3084
ill Pay

effi C i en Cy by From this External Payment Account

EIEEIIEITES | Select an Account L |

1 1 i Add or edit external payment accounts.
Offerl ng Optlons = View your messages
CUSTOMER SERVICE CENTER Payment Amount
ap p ro p ri ate to > Order checks, find images, # Next Minimum Payment: $0.00
i " Statement Balance: $802.61
iR ETIBIEEED {as of 08/05/05)

a.n I n d IVI d u a.l > Apply online for additional " Qutstanding Balance: $77.89

accounts and loans

u S e r - Special Offers
- Valuable products for nternet | AL TN LN

Banking Customers

" Other Amount: §

Your Accounts | Funds Transfer | CreditlLoan Payment | Cash Advance
s Download Transaction Data | Account Alerts | Bill Pay

MESSAGE CENTER | CUSTOMER SERWICE CENTER | APPLICATION CENTER

acgnnech‘nn Secured Member FDIC

v Standards £ » U.S. Bancorp

USB Column:col 18
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Efficiency

= Summary
Sbank e helps support
— efficiency by
allowing users

Your Accounts == Log Out t I - k d - tl
Funds Transter O mecounts O ln irectly

Creditloan Payment t & f'
Cash Advance " O SpeCI IC

Internet Banking

Welcome, Louis Zupancic

Monday, August 15, 2005

bl ool S Your last visit was: Thu. 07/14/05, 12:44 PM CT

Credit Accounts Click on the underline unt name to view your recent tra

Download Transaction Data 7 Current [ Available [ H f H
Account Alerts Account Ending In Account Type Balance Credit I n O rl I I atl O n
Bill Pay LreditCard 3084 Credit Card $77.89 518,422 11

Create Nickname

TOTAL: $77.89

MESSAGE CENTER

= View your messages

CUSTOMER SERVICE CENTER

= Order checks, find images,
and get azsistance

APPLICATION CENTER

= Apply online for additional
accountz and loans

Special Offers

= \Valuable products for Internet
Banking Custemers

Your Accounts | Funds Transfer | CreditLoan Payment | Cash Advance
Download Transaction Data | Account Alerts | Bill Pay

MESSAGE CENTER | CUSTOMER SERVICE CENTER | APPLICATION CENTER
Member FDIC

5. Bancorp



2 Item Information - Microsoft Internet Explorer

File Edit Wiew Favortes Tools  Help

@Eack = \_) |ﬂ @ _h ‘/'_\J Search *Favnrltes £‘3 Lj:v ,;’; = _J ﬂ

;'»

Acess [{€] hitps/JhligD0L net.pim.eds com:8080/E1Gna0725evalibm1 feontraler/home

v| Go  Lnks ¥

Google - |

v| |Gl search ~ | g3 P20sRank B 287 blocked

E COptions L‘

]
@ Lists

My Worle Lists

My Lists

My Teams

@ Create

Fart

Docurnents

Change Items

wendor Items

Report Items

GDH Itemns

Cptions & Yariants

Project

Termplate

Gthers ..

E' Reports

Summary Reports

all Reports

Preferences

El Logs

@Halp

Check Dut TItem Reports History

E DesignDocument20050803,A,1,1

Home Exit

Advanced Search...

Bookmark Subscribe More Actions... @

Sumrmary Properties JRelated Items

Properties

Edit]

Document Mame:  DesignDocument2005S0803
Revizion: i)

Seq: 1

Project Hame:

Subject:

Title:

Responsible Party: jak

Maore Properties ...
&2l Details

| Files

»| Change Ttems

»| Named Baselines

ﬂ Notes

v packages

ﬂ Papers

ﬂ Part Requests

\v| Parts

Changes

Assignment

Assignment: Review properties

Required Actions: Review properties

Optional Actions:

@ Done

‘ Internet

Product data
management
system

Summary view
Tabbed detail
view
Persistent left-

hand
navigation

Actions on the
object along
the top

Actions on a
piece of data
near the data

Simple search




Product data
management
system

Users can
take action
on one or
more items
directly from
search
results

Table
provides
adequate
iInformation
to help user
make
decisions

Fil=  Edit

e Back - \_/)

View

Favorites

Tools

Help

Address @ http:)fahlig001 . net.plrm. eds, com: 8080/B1Gna07 25evalibm fcontrolles fhome

Ed o

Links ¥

GDL’ngE - | v | |C Search = $ E’EE‘_""_," §I 282 blocked E Options A
- Search b Home _Exit
a9 TEAMCENTER Advanced Search... Wal Stashr
<
— e Open Expand Check Out History Submit More Actions... @ ~
5 Lists -]
My Work Lists 3 Q
Y Search Results
e o Select one item, Click Expand to see the relationships on an iterm,
My Teams 3 O Name » % Class ¥ Life Cycle State ' Project Name Supersed(™
&f Create 4] Ll %:‘_,5 Assembly1111,A41,1 Component Wwarking False
L 4 O = copy 1 of qual docA 1 GQuality Docurnent Wwarking False
Drocuments 3
O & copy 2 of Qual Doc Al GQuality Docurnent Wwarking False
Change Items 3 0® 78
Lo s = copy of qual doc - 4,41 GQuality Docurnent Wwarking False
Report Items 3 O @' COSTO00001 A1 Itern Cost Wwarking False
desdoc with stttributes
el o i preference 4,11 Design Document Wwarking Usability False
Options & Variants »
O a DesignDocurnent?0050803 4,1, Design Document Wwarking False
Project »
O E ECHOOO1 A1 Change Notice Authoring False
Template 3
Others L., O E ECMO007, A1 Change Motice Authoring False
= 0 % :
El Reports ] ECROODZ A1 Change Request Authoring False
Ereierenacs |+ O % ECROOOS A Change Request Authoring False
El Logs [ +] O % ECROOO4 . A1 Change Request Authoring Usability False
o = >
@ Help L) =
29 I >
< | 8 v
&) D Internet
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Efficiency

Bl Communications Audit 2 - Micrasoft Word
ipe | Edt Vew Inset Fomat Teos Table Wndow tep

Save As...

=  Ability to
send
document
from
within
Word

"= This same
function-
ality has
been used
to store
controlled
documents
in web
applica-
tions

Page Setup...

[ ﬂ Print... cl+p

[ sendto v]

WL

¥ ®

-
P
L]

5

1C:\,.. \eWiSACWIS\Communications Audit 2
2C:\,.. \eWISACWIS Activities 08-15-05

3C:L. \EWISACWIS\EWISACWIS Activities
4D:\GMAC... \Rough Conceptual Approach

.4

I-'b'-’ ..F'!

2ID4]S SUITPLIG

=)
a

D A210JSNI pup A30jougoay ‘s

August 18, 2005
T™MG

DHFS eWiSACWIS
Communications Audit

FINAL

Submitted By:

EVANTAGE CONSULTING
212 3 Avenue North. Suite 400
Minneapalis. MN 55401,
612.677.0640
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li; What makes a system effective?

= Ul elements to support effectiveness
= System supports business goals

= |dentify the “leaks?” (i.e., whiteout workarounds) and how
can they be solved

= Evaluating effectiveness
= Are business objectives being met?

= Do users understand the process and how the system
supports it?
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Effectiveness

ZA hittps://bills.householdaccount.com - GM Card Bill Pay - Make a standard online payment (step 1 - Micro... :

= Note the “pre-
populated”
field. Who is
this effective
for?

Online Bill Pay Service |_CheckFree Privacy Policy | FAQs | Sign Out

Powered By:

&
Make Payment Payment Status Bank Info

Make a standard online payment (step 1 of 3)

To make a payment. complete the fields below and click on the green Continue button.
Tao view, change or cancel a payment, click on the Payment Status tab above.

To view or change your banking information. click on the Bank Info tab above.

To make a payment for a different credit card, click here.

Current Balance EIRIVR:E]
Amount You'd The pre-populated amount is your current payment due.
Like to Pay 5

Date You'd Like Will your payment arrive on time?
Your Payment

s Allow two business days. excluding weekends and
to be Received 9/1/2005 halidays.

See Payment Schedule. L

Don't know your due date?
= Return to the Cardmember Account Overview screen,
where you first logged in. Your due date is in the
"Current Status” box

Need to make a same-day payment?
= Return to the Cardmember Account Overview screen,
where you first logged in, and click the Rush Payment
button.
*There is g fee for Rush Payment Service.

[

@ Done é & Internet
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What makes a system memorable?

= Users can return to the system after a break and still
recall where they are and how to use it

= Measure memorability after an accepted level of training

" Timeframe:

= Minutes for details like the meaning of icons and “place” within the
system

= Hours for a small but complex functions
= Days or weeks for a full system

= Measure memorability for:

= Parts of your system that are important, but not used every day (e.g.
monthly reporting functions, emergency handling functions)

= Parts of the system that take a lot of work to learn but which are used
occasionally

= Parts of the system that intrinsically involve memory whenever they are
used such as the meaning of icons

= |Leverage system features to support memorability (i.e., tooltips,
breadcrumb trail, visually distinct enabled/disabled controls)




Memorability

= Memorability is important for:

= Systems that are used in work contexts where there are a
lot of interruptions

= Systems used in work contexts where workers must use
multiple systems as part of their work responsibilities
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3 Current Work - Microsoft Internet Explorer

= Persistent left-

O - O B RGP oo @ 3B F- IR hand navigation
Address ‘@ http:/fahliénn1 .net.plm. eds. com:&080/EIGna072Sevalibm1 fcontraller/home v‘ Go | Links
Google - ‘ v| |G search - | g FaseRank B oes blocked [ options [} Act i O n S a re
ositioned in the
Open Claim History Item Reports Subscribe More Actions... Page Options... p
@ Lists -
iy Work it same locatio
¥ Work Hew Current Work I n
s Select one assignment to work on.
My Teams |:| Name Description % Assi t Assi t State Due Date Timestamp In th ro u g h O u t th e
& O % 08/15/2005
Create ECRO0OZZ,4,1 top level assignment Unclaimed 13:45:39:041 - -
Part O B Specification Document breakdown 08/15/2005 ap p I I Catl O n
20050719,4,1,1 assignment Unclaimed 10:39:17:282
Documents 0O® 08/15/2005
jakGenDoc20050811 . 4,11 assignment expire Unclaimed 08/16/2005 10:39:15:543 -
Change Items 08/10/2009 A t t h t a
vendor Items oa admiskGenDocz0050510,4,1,1 out of office Undlairmed 09:55:16:511 C I O n S a C n
OB 07/19/200%
Report Items jakGenDocExpiretesting, s 1,1 assignment expire  Unclaimed 07/20/2005 141491521369 b e ta ke n O n O n e
GDH Items
or more objects
Project
along the top
Others ...
Standard “L”
layout
a3 | &
bt
< | >
a ' Inkernet




Search Results - Microsoft Internet Explorer

Fil=  Edit View Favorites Tools Help

A e e = B =
7 i \ 7 () 4% ] <
Q Back <) : ,_h P Search 7 ¢ Favorites @} E’er =1

Y -

Address @ http: ffablieno1 . net, plm, eds, com:E080/BIGna07 25evalibm1/controller/home

Google - v | |Gl search + g FegeRank I ez blocked

@ Lists

o %% Open Expand Check Out History Submit More Actions... -
o~ ==

My Worle Lists

My Lists

My Teamns

&f Create

Part

Docurments

Change Items

Wendor Itemns

Report Ttermns

GDH Itemns

Options & Variants

Project

Ternplate

Others ...

B Reports

Preferences

El Logs

@ Help

4

¥ Subsc
Select one itemn. Click Expand to see the relationships on an |terr,, e ookmarkselected items

KR
Search Results
»
3 1 Name ¥ Class
Al O ;‘5 Assembly1111 A 1.1 Component
e
: O @ Assemblyz A1.1 Assenbly
L3 D “4"-‘.
* Assernbly3 Al il Asserbly
4
O -
R = copy 1 of qual doc,Ad Quality Document
A 5
3 Ll copy 2 of Qual Doc,d 1 Guality Document
e
B copy of qual doc - 4.84.1 Guality Docurment
»
D @ CosTO000001 4,1 Itern Cost
4 0 = desdoc with atttributes
y preference,d,1.,1 Design Docurment
O g CesionDocurmnent?005080% 4,1, Design Docurment
v O E ECMNO0O7. 4.1 Change Motice
i O % Ecpopnzad Change Request
B O % ccponozaa Change Request
7 R I
X <_
| ®

fd options

Suarch

Advanced Search...

Home  Exit

¥ Item Reports
::'Bookmark

i -
Open In & New Window ject Name

¥ Make Available To Team
:r' Release to Enterprise
¥ Check Dut From Team
Assign To Yiew Network
¥ ¥iew File Ly
% Print File
¥ Delete
Copy
Revise
Route
Assign Responsible Party
Set Actual Effective Date
¥ Export by
Save Search Criteria
NGt
Autharing
Autharing

Autharing

|

| i

|=

@ javascript:formsubmit{'eds_bookmark_collections_link_add_to_col_multi_select’)

0 Inkternet

Bookmarking
feature in large
web application
that has hard-to-
locate
information
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Memorability

EL" - SearCh Factiva Intelligent Indexing ™ Select from the Intelligent Indexing catergories below: e'
;EE su p po rt Company Industry Region Look Up
1'
ley = Boolean
: SearCheS & Content Types =
: ] & Corporate and Industrial News |_
E Wlthout @ Advertising
: & Bankruptcy
haVI ng to & Capacity and Facilities
recal I §» Contracts and Orders
BOO I ean Corporate Changes

L+

Funding and Capital
Information Technology

terms

@ Labour and Personnel Issues

ALCATEL NV
Corporate Changes

Preview: (ALCATEL NV) and Corporate Changes

Remove Term Clear all Terms Add Terms to Search

R o .. " . - A 5 ; 31
N 12002 Evantage €ansulting



effective & memorable...

Type 3 queston forhelp  [3 %

3] He Bt Vew Inset Fomat Took SideShow Window Help - Document_
:éuﬁ..\.VIﬁﬁ;I}BJI"J-""\EVEm-"a = m "Gl based user

Outline '{\5 ™ x - |5 - -
— A
= s 1 Gty activity
= Summary helps support efficiency by allowing users to Apply slide layout:

link directly to specific information

2 I@\ What makes a system effective?
= Ul elements to support effectiveness
= System supports business goals
= Identify the "leaks?” (i.e., whiteout workarounds)
and how can they be solved
22 [ Effectivenss

= (GM credit card example)

px] E Learnable, efficient & effective...

;
i
|2

— = Function-
ality
integrated
directly

" into a
familiar
system

24 IE\ What makes a system memorable?
 Users can return to the system after a break and still
recall where they are and how to use it
= Measure memgrahility after an accepted level of
training
= Timeframe:
= Minutes for details like the meaning of icons and
“place” within the system
= Hours for a small but complex functions
s Days or weeks for a fulf system
= Measure memorability for:
= Parts of your system that are important, but not
used every day (e.g. monthly reporting
v handiing it
= Parts of the system that take a lot of work to
learn but which are used occasionally
= Parts of the system that intrinsically involve
memory whenever they are used such asthe —
meaning of icons B B O R B O B BB
= Leverage system features to support memarability COMFIDENTIAL
(i-e., tooltins, breadcrumb trail, visually distinct
enabled/disabled controls)
25 [[1| Memorability
= Memaorahility is important for:
= Systems that are used in work contexts where
there are a lot of interruptions
= Systems

3
%
Z
Z
Z
Z
7
%
Z
Z
Z
Z
7

kA

E4

Z

Z

Z

Z

Z

kA

Z

Z

Z

Z

kA

Z

Text and Content Layouts

R R et

= Click to add notes
2|7 What makes a system error tolerant?

= The system should avoid leading users to make errors

= The system should help users recover from errors Other Layouts
= Error types: |
= User accidents (tvpoaraohical errors etc.) -- The % Show when inserting new slides

slide 23 of 34 Evantage Powerpoint Template (55
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AN=AS WER JE= RN A W W A R Ca i1 W R e
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20 Efficiency

» Summary helps support efficiency by allowing user
link directly to specific information

21 [ What makes a em effective? . i
systs Printing/Delivery | Binding " Prewew‘ Mxmmﬁgko '*
» UI elements to support effectiveness
= System supports business goals

= Identify the "leaks?” (i.e., whiteout workaround
and how can they be solved Number of Copies Color Paper Type Sides

zz Effecti & Black & White Standard 20 b he  single ™

« (GM credit card example)  Color stendard weight, white copier o~ )0

paper.
] E Learnable, efficient & effective...

; slide Layout v x
- | & | &

Apply slide layout:

Text Layouts A

EZ File, Print FedEx Kinko's

Copies Options

4 What makes a system memorable?
» Users can return to the system after a break and g Delivery
recall where they are and how to use it
» Measure memarability after an accepted level o
training " Pick up at FedBx Kinko's
» Timeframe:

= Minutes for details like the meaning of icons
"place” within the system

» Hours for @ small but complex functions

» Days or weeks for a full system

= Measure memarahility for:

» Parts of your system that are important, but
used every day (e.g. monthly reporting
functions, emergency handiing functions)

» Faits of the system that take a lot of work t
learn but which are used occasionally

= Faits of the system that intrinsically imvolve
memory whenever they are used such as the
meaning of icons

» Leverage system features to support memorabil

(i.e., toglting, breadcrumb trail, visually distinct
enabled/disabled controls) Estimated Printing Price: §2.72

Estimated Binding Price:  §0.00

Memorability
= Estimated Production Price: $2.72
= Memarahility is important for: Exchuding Shipping and Tax
= Systems that are used in work contexts where

there are a lot of interruptions
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26 What makes a system error tolerant?
= The system should avoid leading users to make errors
» The system should help users recover from errors
= Error types:
= User accidents (tvooaraohical errors etc.) -- The % [#]Show when inserting new slides
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What makes a system error tolerant?

= The system should avoid leading users to make errors
= The system should help users recover from errors

= Error types:

= User accidents (typographical errors etc.) -- The system cannot be
blamed for most of these, but it should help the user recover

®= Errors caused by confusion -- The system should be designed to
prevent this

= When errors are discovered:
= Discovered by the user immediately
= Discovered by the user after some delay
= Discovered by the system and pointed out to the user
= Not discovered by or made known to the user
= Measuring error proneness:
= Number of errors per unit time (in different categories)
= Total amount of time spent dealing with errors (vs. total time)

= Total time spent recovering from errors after detection (vs. total
error time or total time)




Limit typing
= Enter once, use everywhere
= Pre-fills
= Copy/paste
= Feedback
= Confirmations
= Opt-outs
Information messages
Warning messages
The best error message is the on that is never displayed

Error message format
= What the user did that was wrong
= How to fix it
= Where to go for more help

fls
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= A user cannot i'-.a File, Print FedEx Kinko's - InstallShield Wizard

move to the next License Agreement i
step (th e Next Please read the following license agreement carefuly, FedEx Kinkos.
button is —
disabled) until END USER LICENSE AGREEMENT A
an action iIs B
taken INMPORTANT-READ CAREFULLY.

BY CLICKING ACCEPT OR INSTALLING THE SOFTWARE, YOU
ARE AGREEING TO ALL OF THE TERMS AND CONDITIONS OF
THIS LICENSE AGREEMENT. LICENSOR IS WILLING TO MAKE
THE SOFTWARE AVAILABLE TO LICENSEE ONLY UPON THE

CONDITION THAT LICENSEE ACCEPT THIS LICENSE o

()1 accept the terms in the license agreement

(¥)1 do not accept the terms in the license agreement

Evantage ¢



Error tolerance

1. Billing Info >

Form
. 1. Billing Address (same as Credit Card billing address):
g ( g )
Vlsual * Required entries
queues for Customer # | |
requ ired First Name: * Middle Initial]
fields & Last Name:* |
- Address: * |
formattl ng Address Line 2 |
Length of Address Line 3 | |
i City: * |
form is
specified Zip Code:” |—
Country: USA
D efau I t Day Phone * | —| -| Extensicn:
selected , Evening Phane [ 4 A Extension:
but to Fayx Mumber | 4 4
Email Address: * |
whose We will confirm your arder by email
benefit?

=

= -mw A

Sign-up for email notices of special sales and promotions. (We will never rent or share your email)

(¥ Yes, Email promotions welcome.

O Mo, Email promotions not welcome.




What makes a system engaging?

= Draws the user into the work
= Helps the user work with confidence
= Presents information that is easily consumable

= Evaluating engagement
= Users will tell you when it’s engaging
= Stress levels
= Lower help desk activity

= Surveys
= System Usability Survey (SUS)
= Likert scale

= Engagement is important for:
= Learning systems for children

= Systems where the value proposition involves information
delivery, such as investment sites

= Systems used in mature and highly competitive markets
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= Learning
system for
children

ie. Chach o Idee
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%% Change skins
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What makes a system flexible?

= What makes a system flexible?
= The system can adapt to different situations
= Templates
= Style sheets
= Lists (valid values lists/drop downs)
= Evaluating flexibility

= Can the system be easily adapted to meet a variety of site-
level needs within established constraints?

= Flexibility is important for:
= Large systems with diverse customer bases
= Regional differences
= Global differences
= Regulatory differences
= Industry differences
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i, Tailorability

= What makes a system tailorable?

= Allow the user to modify the system to suit their work goals
= Evaluating tailorability

= Can the user modify the system to meet their work goals

®= Do users become more productive?
= Tailorability is important for:

= Highly complex systems

= Systems with multiple, unique user groups

= Systems where a user group only uses a portion of the
system
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Tailorability
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Li In Summary...
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= User strategy is one of three elements that make
up a Web Strategy

= Business
= User strategy
= Technology
= Usability objectives are key to forming a sound
user strategy
= Learnability
= Efficiency
= Effectiveness
= Memorability
i = Error Handling & Recovery
= Satisfaction

= Flexibility
= Tailorability
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Discussion

= You can pick three usability objectives. Which will
you pick?
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